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ABSTRACT
computers are used for variety of reasons

Recently,

at many places such as home,

office and schools etc.

However computer users encounter technical problems

frequently whether it is hardware,
application or network related.

operating system,

Computer users are looking

for assistance rather than wasting time on technical

problems and troubleshooters or support specialists are

responsible for analyzing the problem,

.

resolving

difficulties and informing the users.

So the increase in computer usage has created a high
demand for troubleshooters to provide advice to computer

users,

on administration,

and maintenance.

On the other hand, with the development of internet
technologies,

corporations are investing into the

evaluation of their services and customer interactions,
presentation of services becomes internet centric such as
online banking,

airline reservations and

Online library services at schools.

The emergence of

web based services and applications caused a growth in the

web application development area.

Web based application development,

provides

corporations with the opportunity to save time and money,
improve the way they interact with clients,
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suppliers and

business partners and increase the functionality of their
existing sites.
So,

have,

on technical difficulties that computer users may

such a web based application would be an effective

solution for companies providing support to their
customers rather than providing manual services such as

telephone calls. With a web based application for those
companies friendlier,

and more affordable subscription

based computer support services can be given to customers.

iv
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CHAPTER ONE

SOFTWARE REQUIREMENTS SPECIFICATION

1.1 Introduction
This system will run as a technical support system
between customers and technicians.

interface,

customers,

By using this

on the system as users,

technical problems on this web site.

can post the

The request that the

users do will be verified and assigned among the technical

advisor panel and their response will be sent back to the
requester.

The distribution of question will be atomized

so that no person on the review panel will be overloaded

with requests.

The panel will be categorized according

with their technical expertise.

The request arriving to

the system for a technical area will be automatically
distributed among the panel with the same area of

technical expertise.

This project will also research on the best

technology that can be used to achieve the above

description.

The following documentation will represent

client-based approach.

1.2 Purpose of this Project
The Information technology is advancing every day and

the techniques used are getting complicated as it grows.

1

There is an increasing need of technical advises as the
technology grows complicated.

There are several discussion

groups that have aroused the issue of inadequateness of a

system that can provide technical advices as it arises.
This document proposes an automated system that

allows a registered user to post technical questions.

This

system also has database of technical experts with their
technical expertise.

Depending upon the priority of the

the request will be randomly distributed among

request,

the technical experts. As soon as the technical advice is
posted,

the technical advice will be briefly reviewed by

an expert panel and reposted to the users.

1.3 Context of the Problem

The context of the problem is how can be submitted

the technical problems to the technicians in an efficient
way.

In manual way of support system such as with

telephone calls,

the users cannot see their past requests.

And also,

the companies do not know information about the

customers

(users)

of the system.

It is also almost

impossible to control the employees in the system with

manual way of support systems.

It is inefficient to track

support system in. manual ways but in the web-based
development,

it is more reliable and efficient.

2

1.4 Project Products

This project would lead to the following products:
•

Web Application: A web application that has its
system interface, uses MySQL database for

storing data.

This web application should

achieve the needs of a communication interface

between users and technicians also between
technicians and managers.

It serves as an online

help system to the users.
•

Systems Manual:

a project report

(this report)

will be available with design details and
specifications.

1.5 Definition of Terms and Abbreviations
This section presents the definitions and acronyms
that will be used further in this document.

Browser - A program that accesses and displays files and
other data available on the Internet and other

networks.

Hypertext Markup Language

(HTML)

- A markup language used

to structure text and multimedia documents and to set

up hypertext links between documents,

used

extensively on the World Wide Web.
IEEE - Institute of Electrical and Electronics Engineers

JSP - Java Server Pages.
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MySQL - will be the primary database used for the
application

SRS - Software Requirement Specification

Tracking System - Technical Support

Tomcat - Tomcat is the Java container that is used in the

official Reference Implementation for the Java and
Java Server Pages technologies.

1.6 Preliminary Design
There are four types of user classes implemented in

this project:
1.

User.

2.

Technician.

3.

Manager.

4.

System Administrator.

A menu page is associated with each type of user.

1.6.1 Users Characteristics
Users of the Online Support Tracking System would
fall into one of the following groups:

1.6.1.1 User.
customer.

The user in the system is like a

To use the system,

the user needs to obtain a

login name and password. User can register,

technical questions,

Submit a

edit his/her personal info,

response to the submitted technical questions.

4

view

Reatter

User

Figure 1. User Use Case Diagram

1.6.1.2 Technician.

system,

The technicians

login into the

they can belong to more than one technical

expertise.

Technicians post the response to the incoming

request.

Figure 2.

Technician Use Case Diagram
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1.6 ■ 1.3 Manager.

Main function of manager is to

create technician and redirect the unanswered request to
some other technicians.

View the technician performance to

control them efficiently.

Figure 3.

Manager Use Case Diagram

1.6.1.4 Administrator. Administrator has no influence

on the system except he can bootstrap the system and
adding a manager to the system.

6

Login

Figure 4. Administrator Use Case Diagram
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CHAPTER TWO

SOFTWARE DESIGN

2.1 Architecture
This project follows 3-tier architecture. The

following figure best describes this architecture:

Tomcat Web Server

Figure 5.

MySQL

System Architecture

2.1.1 Client Tier

The

first

tier

is

client

the

that

represents

web

browser viewing the system pages.

2.1.2 JSP/JavaBean Tier

This tier is the Server that contains Jakarta Tomcat
web server module. The JSP page alone is responsible for
processing the incoming request and replying back to the

client.

Java Bean is used for just two classes;

this project is done'with JSP.
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almost

2.1.3 Database Tier

The

third

tier

is

data

the

source,

where

objects

framework maps Java objects to a MySQL relational database
management system.

2.2 Database Design
2.2.1 Database Schema Conceptual Model

In designing the schema of this project,

the following

parts are identified:

1.

Users: Users who have technical difficulties should

be identified to the system. By maintaining user
information the system will have the ability to
easily reach and keep track of customers.

2.

Requests:

Each user will determine his/her technical

problems by submitting requests to the company.

Therefore some attributes like request date,

request

detail and responses from the technicians for each
request is important and should be maintained by the

system.

By maintaining request information,

the

system will be able to respond technicians in terms,

of distributing or finding user requests and allow
sharing historical data and experiences.'

3.

Employee:

For controlling and managing employees in

the company,

the system should keep track of employee

9

data.

Maintaining employee data also define roles and

adopts the system to dynamically changing conditions

in the company.
4.

Record of Work:

The system should maintain

information about the work that has been accomplished

by technicians for each request,

in order to analyze

and organize the on going activity in the company.

5.

Statistics: The system should maintain statistics for

each user/customer in order to respond customer needs

effectively.
6.

History:

The system should maintain history for each

request that is submitted more than once.

So when the

user submits the request more than one time this
stable holds it.

10

Requestid

Category

ReqDetail

ure

6.

ER D i a g r a m D e s c r i p t i o n

In the ER diagram the rectangles represents the

entity sets,

the ellipses represents the attributes

belonging to entity sets and the diamonds represents the

relationship sets.

As shown in the diagram the user entity set have the
attributes,

First Name,

id and Phone number.

Last Name,

Email,

Password,

User

In order to differentiate each user

in this entity set and preserve uniqueness User id

attribute is selected as primary key and shown underlined
in the diagram.
The Request entity set is composed of Request id,

Category,

Detail),

Request Date
Respond Detail

attributes.

(Req Date),

Request Detail

(Res Detail),

(Req

Status and End Date

Request id is selected as the primary key of

this entity set.

The Employee entity set is composed of Employee Name

(Emp Name),

Employee id

(Emp id),

Password and Group id attributes.

Job Title,

Email,

Employee id is selected

as the primary key of the Employee entity set.

Record of Work entity set is composed of Date,
of Work

(HOW),

and Brief Statement attributes.

Hour

It has no

attributes to form a primary key therefore represented as

weak entity set.
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Statistics entity set is composed of Date,
information

(Useful Info),

Emp id

(Technician Id),

Additional information(Additional Info),
attributes.

Useful

Request id

This entity set also has no attributes to form

a primary key therefore represented as weak entity set.

History entity set is composed of Request Detail,

Response Detail and Requestid.

This is weak entity set so

there is no primary key.

As shown in the diagram the relationship set Submit
is defined as one to many from User to Requests entity
set.

This is implemented as directed line from Submit

relationship set to User entity set and undirected line

between Submit relationship set and Requests entity set.
Submit relationship set is defined as one to many because

a user may have many requests but a request should belong

to one user.
The other relationship set Check defines the
relationship between Request and Employee entity sets.

It

defined as many to one from Request to Employee entity set

because one employee may respond and check many requests
and a request should be assigned to one employee.
Provide relationship set defines the relationship
between User and Statistics entity sets.

It is defined as

one to many from Request to Statistics entity set because

13

one user may provide many statistics and a statistic

should not belong to more than one Request.

Row-Req relationship set defines the relationship

between Request and Record of Work entity sets.

It is

defined as one to one because one request corresponds to
one Record of Work and one Record of Work is assigned to
one Request.

Req-His relationship set defines the relationship

between Request and History entity sets.

It is defined as

one to many from Request to History entity set because one

user may provide many history of request and a history of
request should not belong to more than one Request.
It is important to note that there is no Manager or

Technician entity sets in the ER design.

Since the manager

and the technicians are both employees of the company,

in

order to preserve database integrity and prevent waste of

space just an Employee entity set is defined.

Works For

Relationship set is defined as one to many from employee

entity set to employee entity set again. Because one
manager may manage many technicians and each technician
has only one manager.

In order to indicate roles on the ER

diagram the manager and worker words are labeled on the
relationship lines.
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2,2.2 Database Schema Logical Model

The conceptual model ER diagram maps the following
relational table design.

In the following tables,

underlined fields indicate the table primary key.

Table 1.

Users Table

Field Name

Data Type

Userid

INT11

FirstName

VarChar(20)

Name of the User

LastName

VarChar(20)

Last Name of the User

Email

VarChar(30)

User's email.

Password

VarChar(10)

Password for user to login

Phone

VarChar(15)

Phone number of the user

UserName

VarChar(10)

Unique name for user

Description

Auto incremented id.
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Table 2.

Request Table

Field Name

Data Type

Requestid

INT11

Auto incremented id.

Userid

INT11

User's unique identifier

Category

VARCHAR(20)

Req Date

Date

Request Date

Req Detail

Text

User's request in detail.

Res Detail

Text

Technician response in
detail.

Description

Shows status of the
technical problem
e.g resolved or not
resolved.

Status

VARCHAR(20)

End Date

Date

Technical problem resolved
date.

Empid

INT11

Unique identifier of
employee (technician)

Requestid field is auto incremented primary key.

Userid field is a foreign key.

Empid is a foreign key.
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Table 3.

Employee Table

Description

Field Name

Data Type

Empid

INT11

EmpFName

VarChar(10)

EmpLName

VarChar(2)

Password

VarChar(20)

Password for employee to
login.

Email

VarChar(50)

Employee's email.

Group id

INT11

Job Title

VarChar(50)

Auto incremented id.
The name of the employee.

Last Name of the employee.

Employee's group identifier.
Job title of the employee

Empid field is auto incremented primary key

Table 4.

Statistics Table

Field Name

Data Type

Userid

INT11

User's unique
identifier:

Technician id

INT11

Technician's unique
identifier.

Date

Date

Date

Additional info

Statistic date.

Useful info

Text

Information about the
survey.

Requestid

INT11

Request's unique
identifier

Description

Additional information.

Userid field is a foreign key.
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Table 5.

Record of Work Table

Field Name

Data Type

Requestid

INT11

Request's unique
identifier.

Date

Date

Work date.

Brief
Statement.

Text

Work description in
detail.

HOW

Double

Description

Hour of work

Requestid field is a foreign key.

Table 6.

History Table

Field Name

Data Type

Requestid

INT11

Request's unique identifier.

ReqDetail

Text

User's request in detail.

ResDetail

Text

Technician's response in
detail.

Description

Requestid field is a foreign key.

2.3 System Components

To achieve successful and reliable interaction

between the system tiers,

scripts and tools were used.

Below I explain the reasons of using each of these
technologies:

18

•

Java Script was used for its reputation of

robustness for web applications use. Also,
has a rich set of functions and classes,

Java

which

allows the flexibility to build web

applications.

•

MySQL was used for data storage medium.

MySQL is

a real multi-user database and is royalty-free
open source software.

2.4 Software Interfaces

•

Internet browser: No browser constraints.

•

Linux Redhat 9.0

•

Database: MySQL.

•

Web Server:

•

Java API:

Jakarta Tomcat 5.

JDK 1.4.2.

19

CHAPTER THREE
IMPLEMENTATION

3.1 Introduction

In this chapter,

the system's basic interface and

functionality is going to be explained.

The interface- is

important in web programming to attract the user so that I

tried to make a nice view in the page with menu options

and menu is changing according to the user.

following subsections,

In the

I describe in more detail the

functionality of the system.

3.2 Basic Interface
3.2.1 User Login Page

This is the login page for the users in the system to
enter the system. Also,

it shows the new users

registration link and employee login page.

20

Figure 7. User Login Page

3.2.2 New User Registration

This is the page for creating a new user to enter the
system with login page later on.

The user submits his info

and the system allows the users to create their own
password.

21

Figure 8. New User Registration

3.2.3 User Main Menu

User main page shows the request status.

How many

request have been done and how many request have been

answered.

Then user can look the answered request.

helps the user selecting the links.

22

Menu

3.2.4 View Submitted Request Page

User can view his/her submitted request. But this
page mostly the request assigned to' technician and the

user can view it.

23

Figure 10. View Submitted Request Page

3.2.5 Edit Personal Info
The user can edit the personal info.

common for admin,

manager,

This page is

technician and user.

edit their profile.
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Edit Personal Info

3.2.6 Submit Technical Request
The user submits his/her technical request to the

system by using this page.

The requests type is specified

so the user will just select the area of the problem.
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Technical JSeqiiPAt

Figure 12.

Submit Technical Request

3.2.7 View Response

This is the view response page for particular
submitted request.

If the user is not satisfied with the

response then he/she can resubmit the request by clicking

the customer survey page.
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View Response

3.2.8 Customer Survey Page

The system offers the user survey page for better
service. And if the user is not satisfied with the
response that is being received,

then she/he can resubmit

a request by just writing in the additional info area.
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3,2.9 Check Status
The user can have a chance to check the status of
his/her requests that'previously submitted.

It shows the

ticket id and its status just after the user submits the

request.

28

Figure 15.

Check Status

3.2.10 Employee Login

This page is for all the employees in the system such
as manager,

technician and administrator. They all used

this page to login according to their role,

their home pages.

29

they will go

Welcome to Online Support System

(UserName'
[PasswfftfdC
[ St/:rril J ( Reset |

Figure 16.

Employee Login

3.2.11 Administrator Home Page

After login,

this is the admin home page. Admin

basically just create the manager and deleting manager
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Figure 17. Administrator Home Page

3.2.12 Create Manager

Admin can create the managers,

set their information

into the system so the manager can login to their pages.
Once they login they can edit their profile.
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Figure 18. Create Manager
3.2.13 Delete Manager

Admin can view all the managers so that by just

selecting he can delete the manager from the system.
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Figure 20.

Edit Profile Page

3.2.15 Manage Home Page

Manager home page shows the request posted under his
group and answered requests on this submitted request.

he can have idea what have been done.
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So

Figure 21. Manage Home Page

3.2.16 Create Technician

Manager is creating the technicians and for each
group there is a manager under the manager there are

technicians who work.
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Figure 22.

Create Technician

3.2.17 View Technician

The view Technician page helps manager who is working

in his group as technicians and their brief information.
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Figure 23. View Technician

3.2,18 Delete Technician
Manager can delete the technician who is not in the

system anymore. By viewing all the technicians,
can have idea who is going to be deleted.
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Figure 24.

Delete Technician

3.2.19 Edit Personal Info Page

Once the admin creates the manager,

manager can edit

his/ her personal information like changing the given
password.
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Figure 25. Edit Personal Info Page

3.2.20 Manage Technician Page The manager selects the technician for the particular

request.

He assigns the technicians under his group for

the requests.

39

* •' Wlr ' W"

rfc.
s;35fe ..' ' ' C

!§/•
^■Vvi’

/*te/*
------ ;

''

MfiraSte. Jpclt»iic:ai3
SVkct TecIwkLiii!!-

1■

!?

Figure 26. Manage Technician Page

3.2.21 View Work Summary

.-

This page shows the technicians work summary,
have they been done.
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what

3.2.22 View Customer Survey
The manager can see the technician's effort by seeing

their survey done by the user.

3.2.23 Technician Home Page

Technician home page shows the technician number of

request posted for him to answer and number of responses
he answered as totally.
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Figure 28.

Technician Home Page

3.2.24 View Request

This page shows all the requests posted for the
logged in technician. Then he can view and write work

summary if it is needed like what has he being done.
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Figure 29. View Request

3.2.25 Write Response Page

This page shows the pending request to the assigned
technician so he can view it and write a response to it.
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3.2.26 Write Work Summary Page

The technician can write his work summary of what

have been done so if the technician is fired,
will be archived.
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the work

Figure 31. Write Work Summary Page

3.2.27 View Survey Summary
The technician views the survey that is done on his
performance so he can understand his weakness to give

better support.
3.2.28 View Work Summary
The technician can view his work summary of what have

been done and if a new request submitted like he did in
the past he can just copy the previous work he had done
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CHAPTER FOUR

VERIFICATION AND VALIDATION

The system validation test is one of the test

processes that give what the user expects from the system.
This kind of testing guarantees the reliability because it

provides best quality assurance for the processes.

The

system validation testing can meet the predetermined

expectation.

4.1 Unit Test

Unit test is the basic level of testing where
individual components are tested to ensure that they

operate correctly,.
object,

These individual components can be

class, program,

etc.

Some of the forms are common in sense so I defined in

the testing as general such as Menu Page is for four users
in the system

(manager,

admin,

user,

Page is common for all four too.

and technician),

Edit Page,

Body

Login Page,

Logout Page is common for all four users in the system.
View Request Page is common for user,

technician and

manager,. View Survey Page and View Work Summary Page is

common for user,

manager and technician.

The testing is

done a variety number of persons added in the system and

tested accurately.
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Table 7.

Unit Test Results

Tests Performed

Forms

New User Page

(Forms)

•

Verify handling valid data
input.

•

Check all the buttons work
properly.

•

Check all.the menus shown
properly by the user.

•

Check all the links work as
expected.

Results

Pass

Menu Page

Pass

Showing Body Page •

Check JavaScript function
work properly.

Pass

Edit Page

Login Page

Logout Page

My Home Page

•

Check the Body Page work
correctly

•

Check the user information
displayed correct.

•

Check the insert function
work properly.

•

Check all the button work
properly.

•

Check all the button work
properly.

•

Verify the page can get the
error message and work
properly by the message.

•

Verify the user save in
session after login

•

Check all the button work
properly.

•

Verify the user remove from
session after logout.

•

Check the page redirect to
proper page after logout.

•

Verify showing the correct
user account information.

•

Verify the submitted request
number work correctly for
each user.
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Pass

Pass

Pass

Pass

Tests Performed

Forms
Submit Technical
Request Page

View Response

•

Check all the buttons work
properly.

•

Verify the page get the
correct user account
information.

•

Verify handling valid data
input.

•

Verify the data updated
correctly.

•

Verify all the view response
pages are listed as
expected.

•

Check the response
information is accurate for
the users.
,

Results

Pass

Pass

View Submitted
Request Page

Customer SurveyPage

•' Verify the user account
shown in the list.
•

Make sure completed.requests
shown.

•

Make sure the information is
accurate.

•

Check survey' adding
correctly.

•

Make sure the survey works
properly.'

•

Verify the context in the
page is accurate.

•

Make sure the requests
belong to user view
properly.

•

Check the request list
correct.

•

Make sure adding for the
specific user work properly.

•

Verify the request shown is
correct for the technician.

•

Make sure add works

Pass

Pass

View Requests
Page

Write Response
Page

Pass

Pass

Write Work
Summary Page
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Pass

Tests Performed

Forms

View Survey Page

•

Verify the survey
information is correct.

•

Make Sure the correct result
shows for the login user.

Results

Pass

View Work Summary •
Page

Verify the technician page
and manager pages differ.

•

Check the view information
is correct.

Pass

Manage Technician •
Page

Check the technician, view is
correct for the manager.

•

Check the request
information is correct.

•

Make sure the assigned
function works properly.

Create Technician •
Page

. Check, the . forms working'-.
properly.

Create Manager
Page

Delete Person
Page

•

Password adding encrypted
correctly.

•

Make sure.add works
properly. '

•

Check the forms working
properly.

•

Password adding encrypted
correctly.

•

Make sure add works
properly.

•

Check the view info working
properly.

•

Check the buttons working
properly.

•

Make sure delete works
properly.
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Pass

Pass

Pass

Pass

CHAPTER FIVE
MAINTENANCE MANUAL

This is the most important section to maintain the
project alive.

The project works well if the system

installation is done correctly. Therefore,

there is a step

to follow the installation.

5.1 Software Installation
This system requires RedHat Linux as an operating
system,

MySQL as the database,

Tomcat5 and JDBC to run the

programs.
5.1.1 RedHat Installation

Red hat is one of the most widely used distributions

available today,

because it is free and can be used any

server also better performance. After I chose the

operating system I installed it to the server.

First thing

to download a latest version of the RedHat operating
systems from the web site

http://ftp.redhat.com/pub/redhat/linux/9/en/iso/i386/ and
burn the files into CDs. And I installed the RedHat from

CD to the server.

I followed http://drturner.net web site

for the documentation to install RedHat and Tomcat.
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5.1.2 MySQL Installation

In this project we used MySQL because MySQL is
characterized as a free,

fast,

reliable open source

relational database. When start to install MySQL first

thing is to think which version and I installed MySQL 4.0

is the version I installed.

To download MySQL the web site

is used http://dev.mysql.com/downloads/mirrors.html .

Then

creating the account for mysql is done in order to get
connection this is used.

Change to the correct directory

$cd /usr/local

Extract the files.

In this example,

I downloaded the

MySQL file to a directory called /tmp,

so the correct

command is:
# gzip -dc /tmp/mysql-3.22.27-pc-linux-gnu-i686.tar.gz

|

tar -xvf.
After it needs to be created a user account so that I

can change the ownership of all the mySQL. files,

and to

run the mySQL server daemon.
# cd /usr/local
# chown -R mysql mysql-3.22.27-pc-linux-gnu~i686 mysql

# chgrp -R root mysql-3.22.27-pc-linux-gnu-i686 mysql
The initial MySQL database consists of' a' sample

database named 'test',

and the internal database it uses

to keep track of users and their permissions,
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named

We don't have to interact directly with these

'mysql'.

databases,

but we will have to create them so'MySQL can

run properly.

To create them, we'll need to log in as the

new mysql user for the first and only time.

# su mysql
$ cd mysql

•

$ scripts/mysql_install_db
$ exit

To start MySQL,

type

# /usr/local/mysql/support-files/mysql.server start

Then by typing mysql in the screen we can test if it
downloaded correctly or not.

5.1.3 JAVA 2 Platform,

Standard Edition

(J2SE)

J2SE is the compiler program for JSP and JAVA Servlet

programs and it's required in TOMCAT JAVA Container.
of all,

Fist

we go to

http://java.sun.eom/j2se/l.4.l/download.html to download
SDK Linux

(all languages,

directory /usr/java,

including English)

to the

then execute the following commands:

chmod +x j2sdk-l_4_2_01-linux-i586-rpm.bin
.Ij2sdk-l_4_2_01-linux-i586-rpm.bin

rpm -ivh j2sdk-l_4_2_01-linux-i586.rpm

And,

set the environment variables in the file

/etc/profile.d/*.sh:
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JAVA_H0ME=/usr/java/j2sdkl .4.2_01

PATH=${PATH}:${JAVA_HOME}/bin

Export JAVA_HOME

5.1.4 Tomcat
TOMCAT is one of the apache jakarta projects,

which

is a web container to process JSP and JAVA Servlet
programs,

and to serve static web pages.

First of all,

we

go to the tomcat's official download ftp server at
http://ftp.epix.net/apache/j akarta/tomcat-5/v5.0.12-

beta/bin/ to download the file of tomcat server for linux
jakarta-tomcat-5.0.12.tar.gz to /usr/java/ and extract it
to the hard drive.

tar -xzvf jarkata-tomcat-5.0.27.tar.gz
Also,

we modify the file */usr/j ava/jakarta-tomcat -

5.0.12/conf/server .xml by adding the following setting in
the file:
<Context path="/support" docBase="/root/extreme-

support/web" debug="0" reloadable="true"
crossContext="true"

</Context>
cLogger className

="org.apache.catalina.logger.FileLogger"
directory="logs" prefix="localhost_log."
suffix=".txt" timestamp="true"/>
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And,

set the environment variable by adding the

following lines in the file /etc/profile.d/*.sh
CATALINA_HOME=/usr/j ava/j arkata-tomcat-5.0.27

PATH=${PATH}:${JAVA_HOME}/bin:${CATALINA_HOME}/bin
export CATALINA_HOME

Add the following lines in the file /etc/rc.local to
have the tomcat run when the system boots:

Export JAVA__HOME=/usr/ j ava/j 2 sdkl. 4.2_01
export CATALINA_HOME=/usr/j ava/j arkata-tomcat-5.0.27

${CATALINA_HOME}/bin/startup.sh

5.1.5 JAVA Database Connectivity
JDBC technology is an API
J2EE releases)

(JDBC)

(included in both J2SE and

that provides cross-DBMS connectivity to a

wide range of SQL databases.

The JDBC library provides an

interface for executing SQL statements.

It provides the

basic functionality for data access.

MySQL Connector/J is a native Java driver that
converts JDBC

(Java Database Connectivity)

calls into, the

network protocol used by the MySQL database.

It lets

developehs working with the Java programming language
easily build programs and applets that interact with MySQL
and connect all the data. MySQL Connector/J is a Type IV

JDBC driver and has a complete JDBC feature set that

supports the capabilities of MySQL.
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Therefore I installed mySQL connector under /usr /java

/j2sdkl.4.2_05/lib.
Once un-archived the distribution archive,

I put

mysql-connector-java-3.1.3-beta-bin.jar in my classpath,

either by adding the FULL path to it to my CLASSPATH

enviornment variable,

or by copying the

$JAVA_HOME/jre/lib/ext.
DriverManager,

.jar file to

I use the driver with the JDBC

I use "com.mysql.jdbc.Driver" as the class

that implements java.sql.Driver.

$ setenv CLASSPATH /path/to/mysql-connector-java3.1 . 3 -beta-bin.j ar

The name of the class that implements java.sql.Driver

in MySQL Connector/J is

'com.mysql .'jdbc .Driver'.

'org.gjt.mm.mysql.Driver'

The

class name is also usable to

remain backwards-compatible with MM.MySQL.

5.2 Variables Modification

We have to change some environment variables in the
linux system and server.xml in Tomcat server configuration

directory.

5.2.1 System Variables
1.

Open the file "server.xml"

in the directory

"/usr/java/jakarta-tomcat-5 .0.27/conf" via "vi"

or any other editor.
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2.

The variable "path"

in Context indicates the

context path of the web application.

The default

value would be "/support."

3.

The variable "docBase"

in Context is the files

directory for the web application.

The default

value would be "/extreme-support/web."

4.

The variable "variable"

in Logger is the

absolute or relative pathname of a directory in
which log files created by this logger will be
placed.

The default value would be

"localhost_log"

lets look down at the parameter setting.

5.

Now,

6.

The parameter "contextPath" indicate the context
path for the system,

which would be the same as

the value of path.

5.3 Installation/Migration

1.

All the JSP programs and HTML programs are stored in

/extrerne-support/web
2.

Place the support.xml for under Catalina/localhost
?xml versions'1.0'

encoding='utf-8' ?>

cContext crossContext="true"
docBase="/root/extreme-support/web"
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path="/support"

reloadable="true">

</Context>

5.4 Backup' and Restore

Backup is a very important action needed for any
system to prevent losing datai No .one can say -a system
works very well and will never have a problem.

of backup must be done.

Two kinds

One is to backup the system files.

The other step is to backup the database which is used by
the system.

5.4.1 System Backup
All the files are located in the directory "/extreme-

support /web" and all its subdirectory.

Thus,

in order to

backup the system files, we need to compress the directory
of "/extreme-support/web" including its subdirectory to
compress files for future use by the compress program

"tar." Using the following command to backup the system
files:

tar -cf support.tar /extreme-support/web

5.4.2 Database Backup
To backup the database system,

backup from database support,
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I got the database

which is for this project.

5.4.3 System Restore

To restore the system file,

simply extract the backup

file by using the following command:

tar -xzvf support.tar /

By the command above,

all the files will restore into

the directory /extreme-support/web and complete the
restore system process.

5.4.4 Database Restore

To restore the database needed for the system,
the directory where your database backup file is in,

go to
and

execute the following commands:
createdb support
gunzip -c support.zip

After that,

]'mysql support

I need to restart tomcat and the support

will be restored.
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CHAPTER SIX

CONCLUSION AND FUTURE DIRECTIONS

6.1 Conclusion

IT Support Tracking System helps the users about
their problems online,

performance.

which reduces time, money and

The user can access the information or send -

the problem whenever they want.'

This system is a help' ■interface between technicians

and users. Also admin and managers are the others to
support the system.

This system can handle as many as requests because
the design is taught for that so it is very reliable

system.

The manager assigns the technicians because

managers know their technicians and their capacity.

The

other good thing is if the user does not like the response
for particular request he can submit his requests again.

Customer Survey page is designed for the users to give
better service.

The technician archive what they did

online so that managers can see what they do for requests.
And also the past requests are being archived too so that

managers can control their technicians and technicians
know what they did.
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The system has been designed and implemented with

highly effective contemporary tools and technologies,
which makes it flexible for more enhancements and

improvements.

It gives success service to the users.

This project helped me to work on system side by
installing and configuring the server,

which is very

useful to learn. And on implementation side,

I learned and

implemented JSP and JavaScript so I gained a good

experience for myself.

This is a new area for me and I

really like to work on web development.
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